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CHAPTER I 
INTRODUCTION 
Little research has been found in the Tulsa, Oklahoma, 
area to determine what training is needed for secretarial 
staff members to become more competent and productive. In-
formation of this nature is important for several reasons. 
First, secretaries who are given an opportunity for 
additional skills development can become more productive on 
the job. A survey of 890 secretaries and administrative 
assistants was conducted by BIZ, a self-administered, in-
. 
service learning system published bimonthly by Xerox 
Learning Systems (BIZ, 1984, p. 6). These executive-level 
secretaries worked in a variety of fields. Thirty-one 
percent of the participants said that their major area of 
concern was that employers underestimated their skills. 
These results indicate that executives may be overlooking an 
opportunity to utilize their secretaries more effectively 
and to increase their own productivity. These secretaries 
are self-improvement oriented, and 69.8 percent felt the way 
to move ahead was "to study and to acquire nev1 skills and 
techniques" (BIZ, 1984, p. 6). 
Minolta Corporation's Business Equipment Division 
sponsored a study done in cooperation with Professional 
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Secretaries' International (PSI) Research and Educational 
Foundation. This research was conducted by c. A. Pesko 
Associates, Inc. and involved 3,000 responses of PSI members 
and the executives for whom they worked. One objective of 
the study was to determine the impact of office automation 
on secretaries and executives. Both secretaries and execu-
tives felt office automation would increase productivity 
and save time (Minolta, 1983). 
Giving secretaries an opportunity to increase their 
knowledge is also a good motivating factor and may result in 
higher productivity. Results of ineffective development and 
utilization of employees are high turnover, slow production 
of work, poor quality of work, poor attitude, and morale 
problems. The Minolta study reported that only three out of 
five· secretaries found their job challenging, and 40 percent 
felt they were overqualified for their jobs. Because of 
this fact, one-third had looked for another position during 
the past six months either within their company or outside 
their company (Minolta, 1983). 
Second, secretaries who are challenged and encouraged 
to grow are more likely to continue their employment for 
many years. A person who has been with a company for many 
years is a valuable asset. Secretaries in the Minolta study 
felt that office automation would provide an opportunity to 
learn something new and provide them with a challenge. 
Third, an assessment of the skills needed should be 
done before human resource development personnel begin any 
kind of training program. Otherwise, the skills areas 
needing the most improvement may be ignored. 
Statement of the Problem 
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The problem of the study was that the training needs of 
secretaries in the Tulsa area may not be met by their 
companies. 
Statement of the Purpose 
The purpose of this study was to determine the training 
needs of secretarial staffs in medium-sized companies in 
Tulsa, Oklahoma. 
Research Questions 
The study attempted to answer the following questions: 
1~ What are the most important tasks that secretaries 
perform? 
2. What secretarial skills are needed to perform those 
tasks? 
3. In what subject areas do secretaries receive 
additional training after they are hired? 
4. How is this additional training provided? 
5. What secretarial skills need to be improved? 
Significance of the Study 
According to the u. s. Bureau of Labor Statistics 
"employment of secretaries will increase faster in the 
1980's than any other occupation" (Simpson, 1983, p. 208). 
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Projections have been made that there will be a 28.3 percent 
increase in secretarial positions from 1980 to 1990 
{Simpson, 1983). The u. s. Department of Labor is predict-
ing a need for approximately 875,000 secretaries and 
stenographers by 1985. Occupational Outlook for 1980 
reports 305,000 openings annually for stenographers and 
secretaries, 59,000 for typists, and 41,000 for 
receptionists (Stoddard, 1982). Because of these 
statistics, secretaries with good skills will be in demand 
everywhere in the United States. 
One of the major problems facing employers is finding 
secretaries with excellent skills. Because of this fact, 
more effort needs to go into training. Training needs to 
take place before the secretary is hired and also after 
employment. It may be somewhat difficult to determine 
return on investment for training because the benefits 
cannot easily be converted to dollars. 
The tasks secretaries perform, such as machine 
transcription, typing, taking shorthand, answering the 
telephone, and filing, have not really changed over the 
years. What has changed is the equipment used to complete 
these tasks, like new telephones, machine transcribers, 
automatic typewriters, and filing equipment. Years ago a 
person could go to school, learn the needed skills, and go to 
work. Now because of all the new technology, secretaries 
must continue to learn on the job just to stay abreast of 
the new equipment on the market. 
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Scope 
Forty medium-sized Tulsa companies of 400 to 1,000 
employees were chosen for the study because they are in 
greatest need of developing more training programs. Smaller 
companies would probably encourage their employees to attend 
seminars, workshops, and classes outside the company rather 
than conducting them in house. Because of the small number 
of participants in these companies, there would be no 
economy of scale. Many large companies with more than 1,000 
employees already have training staffs which are conducting 
needed workshops and seminars. 
Limitations and Assumptions 
The following items were limitations of the study: 
1. Secretaries might have been reluctant to dis~uss 
their jobs and company policies with someone outside the 
company. 
2. Most suestions on the interview schedule were 
objective rather than subjective because of the analysis 
factor. More detailed information would have been 
obtained fro~ open-ended questions. 
Assumptions included the following: 
1. The secretaries answered the questions giving 
an accurate picture of their job responsibilities. 
2. The duties reported by the secretaries were 
representative of the many tasks carried out by the average 
secretary. 
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Definitions 
Professional secretary - executive assistant who 
has a mastery of office skills and can assume responsibility 
and show initiative 
Entrv-level secretary - person who performs routine 
tasks such as answering the telephone, filing, typing, and 
running errands 
Skill level - degree of accuracy or speed required 
on the job for typing, shorthand or equipment operation 
Subject ~ - knowledge about how to handle 
miscellaneous responsibilities including making appointments, 
making travel arrangements, filing, locating information in 
references, and other general areas of information 
Medium-sized company - companies of 400 to 1,000 
employees 
Machine transcription - process of typing material 
while listening to tapes 
CHAPTER II 
REVIEW OF LITERATURE 
The review of literature examines the tasks that a 
secretary performs. These tasks are discussed in the first 
part, Task Analysis for Secretaries. A clear picture of what 
skills are needed is reported in the next part, Skills 
Levels. The third part, Current Training Opportunities, 
looks at training that is currently available for 
secretaries. Part four, Additional Training Needed, focuses 
on skill areas that need improvement through additional 
training programs. A brief description of similar studies 
will be given in the fifth part, Similar Studies. The 
chapter concludes with a summary. 
Task Analysis for Secretaries 
What is a secretary? According to Dan Valentine (1961, 
n.p.) "She's a 9iplomat holding a telephone receiver. She 
can bring instant order out of temporary panic ••• She's a 
file clerk, babysitter, Christmas shopper, office hostess, 
janitress, efficiency expert, public relations specialist, 
treasurer, and full-time information bureau." 
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The specific tasks a secretary performs include the 
following: 
Competency 
Typing 
Task 
Typing letters, memos, and 
reports 
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Transcribing Typing from dictation, or belts 
and cassette tapes 
Filing 
Communication 
Organizing 
Copying 
Computing 
Locating information 
Problem solving 
Filing, finding materials, 
organizing 
Handling correspondence, 
taking dictation, 
transcribing, handling 
telephone and callers, 
working with others 
Setting priorities, making 
appointments, 
Running copy and duplicating 
machines 
Making up expense reports, 
keeping account records 
Using references 
!·1 a k i n g dec i s i on s 
Skills Levels 
What are the basic skills needed to be a competent 
secretary? A March, 1980, study in the Christian Science 
Monitor reported the ability to write well and speak 
effectively was ranked first (Stoddard, 1982). 
Banks (1978) categorizes three broad areas of survival 
skills. The first area is communication which includes the 
ability to listen effectively, ask questions and record 
information. Organization skills are in the second category 
and refer to the ability to locate information, develop 
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chronological files and follow directions. The third area 
is decision-making ability which includes being able to work 
under pressure or the "I need it yesterday" (Banks, 1978, 
p. 22) pace. According to Fingar (1984, p. 15) 11 the electronic 
office requires the ability to think through a problem, 
determine the procedure to be followed, and then complete 
the task. 11 
After looking over the literature, the following skills 
levels seem to be accepted. Each area will be discussed 
individually. 
Typing 
Typing speed should be at least in the 50 to 60 word per 
minute range with good accuracy. Typed correspondence 
creates a first impression of the company, and it will 
usually be a lasting impression. 
Shorthand Transcription 
This skill may help the secretary obtain a job even if 
it is not used much. Ability in shorthand transcription 
shows that the secretary was disciplined enough to learn it. 
A secretary with shorthand skill generally is more 
proficient in the areas of grammar, punctuation and 
listening skills. Acceptable speeds of dictation for 
employment are in the range of from 80 to 90 words per 
minute. 
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Machine Transcription 
Experience in machine transcription is invaluable 
because both the secretary and boss do not have to be 
available at the same time. Good grammar and punctuation 
skills are essential. 
Spelling and Grammar 
English and spelling skills are essential in conveying 
the desired message. Proofreading and editing competencies 
are also very important. All written work needs correct 
word usage, sentence structure, thought expression, and 
accuracy. Editing is especially important for automated 
equipment and statistical data. A report that is written 
using proper English tends to be taken more seriously than 
one that is done poorly. 
Legible Handwriting 
Good handwriting is i~portant for accuracy. Errors 
mean loss of money to a company because of ti~e spent 
trying to make corrections. 
Listening 
A secretary needs to be a good listener to make sure 
instructions are received correctly. Feedback should be 
given to show that the listener obtained the correct 
message. Secretaries should develop a good listening 
attitude which means they should be open to new ideas. 
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Concentration skills should be developed so that work can 
be carried on amidst distracting noises. 
Computation 
Accuracy is the key in figuring such things as travel 
expense reports, purchase orders, and bank records. Ability 
to run calculators by touch is a valuable skill. A survey 
of data processing firms within 100 miles of the Area Vo-
Tech High School in Jonesboro, Arkansas, found that 
"75 percent of data entry material is numeric and only 
25 percent is alphabetic" (Brittain, 1981, p. 18). 
Equipment 
Ability to operate equipment such as calculators, 
copiers, telephones, word processing equipment, and machine 
transcribers must be learned. As new equipment is 
introduced, there is a continuous need for retraining. 
Current Training Opportunities 
Training opportunities for secretaries fall into several 
categories: 
a) self-instruction, 
b) in-house sessions administered by other employees, 
c) workshops handled on site by outside consultants, 
d) seminars conducted by experts at another location, 
e) seminars conducted at regional training centers, 
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f) courses taught by area schools, and 
g) professional organizations. 
Each of these will be discussed in a separate section. 
Self-instruction 
Secretaries involved in self-instruction work primarily 
on their own with some guidance from programmed materials or 
from a supervisor. Self-instruction may just consist of 
extra reading which is done by the secretary. This method of 
training may be done on company time with company equipment 
or may be completed strictly on the secretary's own time. 
In-house Sessions Administered £y Other Employees 
In-house sessions are as simple as on-the-job coaching 
by supervisors. This form of learning may not even be 
thought of as a formal training method, but it is probably 
used more frequently than regular class sessions. 
Supervisors are being coached in their own training sessions 
on how to become more effective trainers. Staff development 
sessions are conducted on topics such as time management, 
use of new equipment, new procedures, and orientation of new 
employees. These workshops may be done by department or the 
entire company. 
Workshops Handled On Site £y Outside Consultants 
Popular topics for outside consultants seem to be in 
the area of comnunication, both oral and written. Specific 
courses cover the mechanics of writing more effective 
letters, memos, and reports. 
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The Washington School for Secretaries in washington, 
DC, custom designs courses to be conducted on site in the 
area of clerical and secretarial skills, word processing, 
supervisor/manager training, and career development. 
Specific courses are held on Organizational Skills, Handling 
the Angry Customer, and Executive Secretarial Development 
(Wasserman, 1983). 
Another company in Deerfield, Illinois, serves as a 
consultant to identify problem areas requiring solutions 
other than training. If training is needed, Training 
Consultants Incorporated then designs a program to meet the 
needs. Courses emphasize word processing use, customer 
service, bank and supervisory training (Wasserman, 1983). 
Seminars Conducted £y Experts at Another Location 
Seminars are conducted by experts in the field. Many 
times companies will pay fees for secretaries to attend 
these short-term workshops. 
Automated Office Resources in Aptos, California, 
emphasizes courses in word processing/terminal keyboarding 
skills, creating and revising documents, and how to use word 
processing to increase productivity. Their target audience 
is the individual who wants to grow professionally 
(Wasserman, 1983). 
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Seminars Conducted at Regional Training Centers 
Some companies who have offices all over the country 
may have a central training office where employees go for 
their training. Sometimes these are only one or two-day 
sessions, but many of them are longer in duration. Another 
type of regional program might be similar to the Regional 
Training Center in San Diego which holds one- to ten-day 
workshops primarily for government, business, and private 
nonprofit organizations. Their courses emphasize 
''organizational and individual effectiveness" (p. 69) to 
improve productivity. Specific courses of interest to 
secretaries are: The Secretary As Manager, Women in 
Organizations, Secretarial Effectiveness Training, Effective 
Writing for Secretaries, Office Skills and Procedures, Time 
Management for Secretaries, and Effective Telephone 
Techniques (Wasserman, 1983). 
Courses Taught £y Area Schools 
Hany companies encourage their secretaries to enroll in 
pertinent courses at area colleges by reimbursing them for 
tuition after they have successfully completed the course. 
An interesting concept is a program set up by Security 
Pacific National Bank reported on by Jasso (1984). They 
helped set up a community education program to provide 
vocational training to 4,700 students from 200 school 
districts a year. Their program is called Project STEP 
(Skills Training Education _Program) and attempts to provide 
skills classes for entry-level job seekers. The bank 
conducts these classes at its facilities. 
Several advantages are accomplished by the program. 
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First, students learn the skills they will need to obtain 
employment. The schools have access to the bank's 
up-to-date training materials, equipment, facilities, and 
supplies at no cost to the school district. The third 
advantage is that the bank can hire its well~trained 
graduates. This type of program benefits everyone involved. 
Professional Organizations 
Professional organizations such as PSI provide an 
opportunity for secretaries to meet and exchange ideas and 
grow through guest speakers and interaction with others in 
the field. PSI sponsors the Certified Professional 
Secretary program which is an exam given annually that tests 
proficiency in behavioral science in business, business law, 
economics and management, accounting, communication 
applications, and office administration technology. This 
rating is important for a career-oriented secretary who 
wishes to be identified as an exceptional secretary 
(Simpson, 1983). Two other programs which enhance 
professionalism are the Professional Standards Program 
sponsored by the ~ational Association of Educational 
Secretaries and the Professional Legal Secretary sponsored 
by The ~ational Association of Legal Secretaries. 
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Additional Training Needed 
According to Brower (1979, p. 10), employers have "no 
quarrel with the skills performance of today's graduates, 
but they do have serious reservations when it comes to their 
nontechnical abilities." Employers feel their employees 
need to be more aware of new terminology and developments in 
equipment for mail processing, data filing and word 
processors. More attention also needs to be given to 
problem solving, meeting deadlines, grammar, and 
proofreading. Initiative, reliability, emotional stability, 
confidentiality, flexibility, and ability to get along with 
others were mentioned as professional and personal 
characteristics that need more development. Employers also 
like_ to see an employee who takes advantage of educational 
opportunities and belongs to professional organizations for 
professional growth. 
A secretary's motivation to take advantage of training 
opportunities goes back to Maslow's Hierarchy of Needs. His 
philosophy was that before upper level needs were addressed, 
a person had to have his lower level needs met. Maslow's 
hierarchy consisted of five steps or levels discussed by 
Quible (1980). 
Physiological needs include "food, water, oxygen, rest, 
muscular activity, and freedom from extreme temperatures" 
(Quible, 1980 p. 111). The wages or salary an employee 
receives helps satisfy this need. At this level secretaries 
are interested in basic skills training such as typing, 
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shorthand, and ten-key which will at least get them hired by 
a company. 
The next level is physical or psychological safety. 
Physical safety includes clothing, shelter, and freedom from 
danger. Psychological safety encompasses "job security and 
most fringe benefits" (Quible, 1980 p. 111). Employees 
want to work in an environment which promotes job security. 
At this level secretaries are interested in courses on 
professional dress, information on job benefits and status 
of the company regarding their job security. 
The third level is a sense of belonging and love needs. 
Each person has a need to belong to a group, to feel 
companionship and enjoy socialization, and to feel love or 
affection from the people around them. Since a secretary 
spends a great deal of time in the office, this work 
environment has an important role. Training on this level 
might include hu~an relations topics. 
The fourth level in the hierarchy is self-esteem. This 
consists of "one's desire for achievement, self-respect, 
confidence, and mastery" (Quible, 193C, p. 111) and the 
esteem of others which includes prestige, attention, 
recognition, and ·status. This is an important level because 
employees who have feelings of dejection, uselessness, or 
incompetence for long can become hostile and less 
productive. Topics in this area for secretarial training 
might be on several aspects of self-image. 
A "person's ability to become the individual one is 
capable of becoming" (Quible, 1980, p. 111-112) or to 
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achieve maximum potential is classified as self-actualiza-
tion. Factors on the job that influence whether this need 
can be met include the job itself, an absence of development 
activities, goals or ambitions that are set higher than 
abilities, and the seniority system. At this level training 
might include learning about the duties and responsibilities 
of more advanced jobs and obtaining the skills to handle 
those jobs. 
Similar Studies 
Graduate researchers have done many studies to 
determine the requirements for entry-level clerical 
positions in various cities. A study was done on selected 
business firms in Raleigh, North Carolina, by Queen L. 
Stevens from North Carolina Central University in 1980. 
Another study to determine entry-level requirements for 
clerical/secretarial employees in 100 selected businesses in 
Topeka, Kansas, was carried out by Jean Lindsey at Emporia 
State University. 
In 1983 research was conducted to determine entry-level 
skills for legal secretaries in large-sized law firms in 
Indianapolis, Indiana, by Charlotte F. Camfield at Indiana 
University. Many of these studies are done to aid in 
curriculum planning at local schools. 
Janie Hammer McFarland from Montana State University 
did a study in 1981 to determine the status of in-service 
training programs offered by business and industry to 
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secretarial/clerical personnel. Another survey done by 
Brenda Jean Moscove of Oklahoma State University in 1972 
tried to determine the differences of opinions between 
office workers and their office managers concerning office 
workers' duties and responsibilities. She found that there 
was a significant difference of opinion between the two 
groups regarding the competencies needed and the level of 
performance being obtained. 
Several companies have conducted studies on secretaries 
and managers and they include the following results. 
In the Minolta study completed in 1983, job responsi-
bilities were examined, and it was reported that the tasks 
most liked by secretaries involved "thinking, decision-
making, and working with people'' (Minolta, 1983, p. 10). 
The most disliked task was filing, followed closely by 
photocopying/duplicating. 
More than 50 percent of the secretaries in the Minolta 
study were willing to achieve their career goals by 
receiving on-the-job training or going back to school at 
either company expense or their own expense. The majority 
also felt that they would need to develop additional skills 
to function adeqbately in the automated office. 
Adia Temporary Services conducted a study in 1981 
(Secretary Facts 80's, 1983, p. 19) of 1,432 em?loyers in 
eight countries, 15 percent of whom were in the United 
States. The following key business attributes of secre-
taries were chosen by over 50 percent of the managers: 
"strong knowledge of grammar, spelling and punctuation, 68 
20 
percent; accuracy and good typing presentation, 66 percent; 
capable of working under pressure, 56 percent; capacity to 
accept responsibility, 50 percent" (Secretary Facts 80 1 s, 
1983, p. 19). 
Honeywell, Inc. conducted an 11 0ffice Automation Survey 11 
(Secretary Facts 80 1 s, 1983, p. 17) with 1,264 secretaries and 
office managers in 1983. The following information, was 
reported in this study on how secretaries spend their time. 
TABLE I 
PERCENTAGE OF TIME SPENT ON SECRETARIAL TASKS 
Secretarial 
Tasks 
Producing/processing 
written material 
Handling people 
Organizing materials 
Original writing 
Analyzing 
Managing others• work 
Decision-making 
Other activities 
a lot 
of time 
78 
77 
36 
17 
12 
7 
5 
8 
some 
time 
19 
18 
48 
59 
36 
21 
28 
4 
Source: 11 Secretary Facts 80 1 s, 11 The Secretary. 43, 8 
(October, 1983), pp. 20. 
little/ 
none 
2 
4 
15 
23 
51 
69 
65 
1 
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They also found that automated equipment could be used 
more productively if more or better training was given. 
Thirty-two percent of the secretaries and 33 percent of the 
~anagers felt offices could become more efficient if the 
secretary's abilities were utilized more fully. Ten 
percent of the secretaries and 13 percent of the managers 
also felt that better training and supervision should be 
given. 
In the Tulsa area a study was conducted in 1982 by Jana 
Ruiz of Oklahoma State University to look at career 
development programs in major companies in Tulsa. Her 
objectives were to identify existing programs in companies 
with 750 or more employees, to find out what programs are in 
the process of implementation, and to examine the level of 
support of management. From the study it was clear that 
most compani~s had some type of career development program 
to offer, but seldom sent employees to outside workshops. 
Summary 
Secretaries perform a wide variety of tasks including: 
typing, transcribing, filing, copying, organizing, 
computing, communicating, locating information, and solving 
problems. To be able to do all of these tasks, a secretary 
must have good typing, gra~mar, proofreading, and listening 
skills as well as personal characteristics of loyalty, 
initiative, flexibility, and an ability to get along with 
others. 
22 
Training opportunities for secretaries are available 
through self-instruction, in-house sessions, workshops on 
site conducted by outside consultants, outside seminars, 
workshops at training centers and schools, and professional 
organizations. These training sessions cover a wide variety 
of topics from skills development to self-image. 
Additional training needs to emphasize some of the 
nontechnical abilities of problem solving, working under 
pressure, emotional stability, and flexibility. These areas 
are more difficult to teach, and this may, therefore, be the 
reason they are often ignored in training programs. 
Several studies by companies and graduate researchers 
have been conducted nationally to determine the tasks 
performed by secretaries, the entry-level skills needed to 
perform secretarial tasks, and the training received by 
secretaries •. 
CHAPTER III 
METHOD AND PROCEDURES 
Introduction 
Information was gathered from 39 medium~sized 
companies in Tulsa to determine the training needs of 
secretaries. These company names were taken from a list 
compiled by the Metropolitan Tulsa Chamber of Commerce for 
its 1985 Business Guide. This chapter describes the 
population surveyed, the procedures and instruments used to 
gather data, and the method used to analyze the data. 
Population 
The target population for the study consisted of 
secretaries and clerical workers employed by 40 companies of 
400 to 1,000 employees in Tulsa, Oklahoma. A structured 
sample selected one secretary or clerical worker from each 
of 39 participating companies. A list of the companies which 
participated can be found in Appendix A. One company did 
not wish to participate. 
Data Gathering Procedure 
Information was gathered from several sources. First, 
a panel of experts was consulted in a telephone interview to 
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get a general idea of the skills needed and the training 
areas receiving attention currently. Information on the 
members selected will be given in the next section. 
Panel of Experts 
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Panel members were chosen on the basis of their 
knowledge of secretarial training being done by companies in 
this area. Some members were employed by companies doing 
secretarial training and may have been in a position to 
recommend such training. One member was in charge of 
providing instructors for workshops, and others were 
secretaries or educators who belong to professional 
associations or have a knowledge of the skills needed. An 
instructor of these training programs was also included. 
Additions were made to the list of secretarial tasks 
performed on the interview schedule after discussions with 
the panel members. 
Pilot Test 
A pilot test was then completed with thirteen 
secretaries and elerical workers who were taken from outside 
the general population and either worked for companies with 
more than 1,000 employees or less than 400 employees. These 
secretaries were contacted by telephone and asked to answer 
a set of prepared questions. The pilot test was used to 
determine any questions which needed to be reworded for 
clarity and to determine the best method of reaching a 
secretary willing to participate in the study. 
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After the pilot test was conducted, secretaries in the 
target population were contacted by telephone over a two-
week period of time. Because of the method used for the 
survey, the response rate was 98 percent. Also the 
secretaries were assured that their responses would not be 
identified with their company. 
Data Gathering Instruments 
some general and specific questions were used to elicit 
discussion from panel members. Notes were taken on the 
comments made regarding each question. Suggestions from 
subject experts on the panel were included in the final set 
of interview questions. Topics for the panel of experts 
included an open ended question on the important skills 
needed by a secretary as well as speeds needed for typing 
and shorthand. Another open question on the most common 
subject areas for secretarial training seminars was asked 
along with information on who provided this training. Other 
questions asked what subject areas secretaries collld benefit 
from additional training and who should provide it. The 
last question was used to determine the perception of local 
companies towards updating secretarial skills through 
additional training and whether these companies felt 
training was important. A copy of the telephone interview 
schedule can be follnd in Appendix B. 
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Secretaries in the target population were asked a set 
of nine questions in three areas: tasks performed, 
necessary skill levels, and training. Information was 
obtained on the job titles of the secretaries for 
demographic purposes. 
The first research question determined the most 
important tasks that secretaries perform. To answer this 
question, secretaries in the study were asked how often they 
performed a comprehensive list of secretarial tasks. They 
were given five choices: never, seldom, occasionally, 
frequently, and very often. 
The second research question sought to find out the 
skills needed to perform those tasks. Item 2 on the survey 
instrument regarding typing speed requirements and item 3 on 
shorthand speed requirements gave pertinent information on 
what was required. 
The issue of training was addressed in ite~s 4 through 
9. The secretary's perception of whether she was encouraged 
to attend seminars or classes to update her secretarial 
skills was discussed in item 4. Item 5 asked whether a 
seminar or class had beGn attended in the last six months 
and gave an indication of the additional training received. 
This item answered the third research question which was: 
In what subject areas do secretaries receive additional 
training after they are hired? 
Reimbursement was the major issue in items 5, 7, and 8. 
Information on whether secretaries were allowed time off 
with pay to attend workshops and seminars, whether outside 
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seminar costs were paid by the company, and whether 
secretaries were reimbursed for tuition costs at local 
colleges was addressed. Answers to these items gave an 
indication of the most likely place for secretaries to 
obtain additional training. Also the answer to item 5 gave 
information on how additional training for secretaries was 
provided which answered the fourth research question. Item 
9 asked the secretaries to give subject or skill areas they 
or other secretaries in their company could benefit from 
additional experience or training. Answers to this question 
answered the fifth research question which was to 
determine the secretarial skills needing improvement. A 
copy of the telephone survey questions can be found in 
Appendix C. 
Analysis of Data 
Tables and a descriptive analyses of the data were 
included in the findings. Information obtained from the 
panel of experts was reported separately from that of the 
secretaries. A descriptive analysis for the panel was 
reported giving the most important skills for a secretary 
(Q. 1), the speeds necessary for secretaries (Q. 2), 
common subject areas for training seminars (Q. 3), 
organization providing training seminars (Q. 4), skills 
needing improvement (Q. 5), group to provide this needed 
training (Q. 6), and the viewpoint of companies regarding 
additional training for secretaries. 
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Demographic information was compiled on the job titles 
and the number of secretaries responding from companies 
based on number of employees. Percentages and frequency 
counts were shown in table format for each question on the 
secretarial questionnaire. 
CHAPTER IV 
RESULTS AND DISCUSSION 
Results of the telephone interviews with the panel of 
experts and the secretaries and clerical workers are 
reported in this chapter in seven parts. The information 
is presented in the following order: demographic 
characteristics, response rate, results of panel interviews, 
analysis of tasks performed by secretaries, analysis of 
skills needed for typing and shorthand, analysis of 
secretarial training taking place, and the perceptions of 
secretarial training needs. 
Demographic Characteristics 
Panel of Exoerts 
Panel members included an executive assistant to a 
president of a company, a person in an employee relations 
department in charge of training programs, a member of a 
college responsible for organizing training programs for 
companies, an instructor for these special in-house 
programs, a secretarial science instructor, a senior 
accounting clerk with a background in business education, 
and a former secretarial instructor and current secretary 
working with a temporary agency. 
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Secretaries and Clerical Workers 
All respondents to the telephone survey who actually 
worked as secretaries were female. One company response was 
from a male personnel employee who answered for the 
secretaries in general at his company. This response was 
not included in the statistics reported in the tables. 
Thirteen secretaries or 34 percent of the total group 
came from companies of 631-930 employees. Nine secretaries 
or 24 percent fell in the company size of 501-630 employees, 
and 16 secretaries or 42 percent were from companies of 
400-500 employees. Table II, Size of Company, gives a 
breakdown on these figures. 
No. of Employees 
631 - 930 
501 - 630 
400 - 500 
TABLE II 
SIZE OF COMPANY 
No. of Secretaries 
13 
9 
16 
% of Secretaries 
34 
24 
42 
Table III, Job Title of Secretary, gives information on 
job titles held by secretaries according to company size. 
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TABLE III 
JOB TITLE OF SECRETARY BY COMPANY SIZE 
Size of Company 
Secretary's 631-930 501-630 400-500 
Job Title N % N % N % 
Administrative 
assistant 4 11 3 8 2 5 
Executive 
secretary 1 3 0 0 5 13 
Secretary 5 13 4 11 3 8 
Clerk 2 5 2 5 2 5 
Other 1 3 0 0 4 11 
Companies of 631-930 employees had the title, secretary, 
13 percent of the time. In companies of 501-630 employees, 
the most common job title was administrative assistant with 
8 percent. In companies of 400-500 employees, executive 
secretary was the title most commonly used with 13 percent 
of the secretaries having that title. 
Response Rate 
Of the companies contacted in the research, 98 percent 
participated in the study. This was due to the method used 
to reach secretaries at each company. Subjects were 
contacted over a two-week period. 
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Results of Panel Interviews 
Panel members mentioned interpersonal skills most 
frequently when asked to name the most important skills for 
a secretary. Accurate typing ability along with skill in 
written communication, which included grammar and spelling, 
were listed almost as often. Other skills related were: 
shorthand, computer training, time management, filing, 
organizational ability, initiative and judgment. One panel 
member stated that anyone studying for the Certified 
Professional Secretary exam would be ahead of a secretary 
who was not. A typing speed of 60 NWPM and a shorthand 
speed of 80 words per minute were cited most frequently by 
panel mambers. 
The most common topic for secretarial training ses-
sions was communication followed by telephone etiquette, 
and shorthand refresher. Other standard topics were: 
electronic mail, accounting fundamentals, managing time and 
stress, typing, company procedures, professional dress, 
basic math, business law, and setting priorities. These 
courses were taught primarily by other employees and area 
schools with some outside consultants on site or experts 
at other locations. 
The panel experts felt more secretarial training was 
needed in the areas of communication, computer usage, 
terminology related to job, organizational skills, working 
independently, and time management. One member also felt 
secretaries should be told the "why" of their job tasks so 
they could understand the large picture. These training 
sessions could be conducted by other employees, outside 
consultants on site, area schools, and experts at other 
locations. 
In general, the experts felt management encouraged 
secretaries to further their training, but because of 
financial constraints, they were not providing as much 
training as in previous years. 
Analysis of Tasks Performed by Secretaries 
33 
It was found that the top five secretarial tasks, based 
on frequency of performance, were: handling telephone 
calls; proofreading; using good gra~~ar, punctuation, and 
spelling; listening to instructions; and setting work 
priorities. 
The five secretarial tasks requiring the least amount of 
time were: keeping bank account records, taking minutes of 
meetings, conducting illeetings, transcribing dictation from 
cassette tapes and belts, and taking dictation. 
Other pertinent facts included the following: 
1. sixty-eight percent of the secretaries reported 
having to work under pressure very often. 
2. Handling telephone calls was reported by 87 percent 
of the secretaries as a task carried out very often. 
3. Only 27 percent rG~orted taking dictation fre-
quently or very often. 
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4. Sixty-six percent of secretaries stated they ran 
copy and duplicating machines very often. 
5. Thirty-two percent reported the operation of 
word processors very often in their job. 
A detailed analysis of the frequency of performance 
of the 39 secretarial tasks can be found in Table IV. 
Analysis of Skills Needed for Typing and Shorthand 
The majority of the respondents reported a minimum 
required typing speed of 50-59 NWPM (24 percent) or 60-69 
(26 percent). Most of the secretaries felt they should 
be able to type at these speeds for at least five minutes. 
For those secretaries requiring shorthand, the most 
com~on speed required was in the 80-89 word per minute 
range. The secretaries believed they needed to be able to 
maintain that speed for at least five minutes to be able to 
perform their job adequately. The majority of the 
secretaries, which included 58 percent of the group, had 
jobs which did not require the use of shorthand. It was 
used as a screening device in hiring secretaries for the 
position in some cases. For more information on the 
required speeds for typing, refer to Table v. Table VI 
reports the minimum shorthand speeds required. 
Analysis of Secretarial Training Taking Place 
Fifty-three percent of the secretaries believed they 
were not encouraged to attend seminars or classes to update 
their secretarial skills. Fifty-eight percent of the 
TABLE IV 
FREQUENCY OF PERFORMANCE OF SECRETARIAL TASKS 
Frequency of Perfonnance 
Never Seldan Occasionally Frequently Very Often 
N % N % N % N % N % 
Typing letters, memos and reports 3 8 2 5 2 5 10 26 21 55 
Transcribing dictation fran 
cassette tapes or belts 21 55 6 16 6 16 4 11 1 3 
Taking dictation 19 50 4 11 5 13 6 16 4 ll 
Taking minutes of meetings 22 58 8 21 4 11 3 8 1 3 
Filing and finding materials 0 0 3 8 2 5 12 32 21 55 
Conducting meetings 21 55 7 18 9 24 1 3 0 0 
Writing letters 2 5 6 16 10 26 8 21 12 32 
Writing memos 3 8 6 16 8 21 9 24 12 32 
Making oral reports 16 42 14 37 5 13 1 3 2 5 
Handling mail 1 3 5 13 2 5 7 18 23 61 
Handling telephone calls 2 5 0 0 0 0 3 8 33 87 
Supervising other employees 15 39 5 13 9 24 5 13 4 ll 
Handling visitors 3 .8 2 5 7 18 10 26 16 42 
Handling salespeople 5 13 5 13 10 26 2 5 16 42 
Setting work priorities 0 ·o 2 5 3 8 6 16 27 71 
Making appointments for boss 5 13 4 11 6 16 6 16 17 45 
Scheduling conferences and meetings 6 16 6 16 9 24 7 18 10 26 
Making roan and equipment arrange-
ments for meetings 8 21 10 26 10 26 4 11 6 16 
Running copy and duplicating machines 0 0 3 8 1 3 9 24 25 66 
Handling travel arrangements 8 21 5 13 6 16 6 16 13 34 
Making out expense reports 15 39 5 13 9 24 3 8 6 16 
Keeping bank account records 32 84 1 3 1 3 2 5 2 5 w 
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TABLE IV (Continued) 
Frequency of Performance 
Never Seldom Occasionally Frequently 
N % N % N % N % 
Keeping other account records 14 37 5 13 5 13 7 18 
Using references 0 0 7 18 13 34 11 29 
Making decisions concerning the 
purchase of supplies 8 21 8 21 4 11 9 24 
Making decisions concerning the 
purchase of equipment 12 32 15 39 6 16 2 5 
Solving problems 0 0 4 11 9 24 11 29 
Running errands 2 5 10 26 13 34 3 8 
Organizing time 0 0 1 3 2 5 10 26 
Being able to work under pressure 0 0 0 0 1 3 11 29 
Using good grammar, punctuation, 
and spelling 0 0 1 3 2 5 6 16 
Proofreading 1 3 3 8 0 0 5 13 
Editing 3 8 2 5 6 16 8 21 
Listening to instructions 0 0 0 0 3 8 8 21 
Computing using a calculator 2 5 3 8 11 29 9 24 
Filling out forms 0 0 1 3 15 39 7 18 
Operating word processors 18 •47 3 8 1 3 4 11 
Handling angry customers 7 18 11 29 11 29 4 11 
Other 0 0 1 1 
Very Often 
N % 
7 18 
7 18 
9 24 
3 8 
14 37 
10 26 
25 66 
26 68 
29 76 
29 76 
19 50 
27 71 
13 34 
15 39 
12 32 
5 13 
7 
w ()I 
Net 'i·Jords 
Per Hinute 
40 - 49 
50 
-
59 
60 - 69 
70 
-
79 
80 and above 
~'Jords Per 
t·1 inu te 
tJA 
Below 70 
70 - 79 
80 - 89 
90 - 99 
100 - 109 
110 and above 
TABLE V 
MINIMUM TYPING SPEED REQUIRED 
FOR POSITION 
Secretaries Length of 
N % Timings 
6 16 NA 
9 24 10 minute 
10 26 5 
7 18 3 
6 16 other 
TABLE VI 
MINIMUM SHORTHAND SPEED 
REQUIRED FOR POSITION 
Secretaries Length of 
N % Timings 
22 58 :::JA 
4 11 5 :ninute 
3 8 3 
7 18 1 
1 3 other 
1 3 
0 0 
37 
Secretaries 
N % 
2 5 
3 8 
23 61 
7 18 
3 8 
Secretaries 
]\1 
.. % 
22 58 
11 29 
5 13 
0 0 
()' 0 
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secretaries have not attended a seminar or class in the last 
six months. Those that had attended a seminar or class 
reported the following topic areas for their seminars: new 
equipment training, time management, and terminology related 
to the job. 
Over half of the companies allowed time off with pay 
for secretaries to attend workshops and seminars. Outside 
seminar costs were paid by 82 percent of the responding 
companies. Most companies, 76 percent, reimbursed 
secretaries for tuition costs at local colleges if courses 
were completed satisfactorily. 
analysis. 
See Table VII for a detailed 
Perceptions of Secretarial Training Needs 
The last item on the interview schedule asked the 
question: In what subject or skill areas could you or other 
secretaries in your company benefit from additional 
experience or training? The most common responses were: 
grammar and punctuation, becoming a "company" employee, time 
management, proofreading, how to deal with people, equipment 
operation, how to set priorities, stress management, and 
communication skills. 
TABLE VII 
PERCEPTIONS BY SECRETARIES ABOUT OPPORTUNITIES 
FOR TRAINING AND REIMBURSEMENT 
Do not Do not 
Yes Yes No No know know 
N % N 0 "6 N % 
Encouraged to attend 
seminars or classes to 
update secretarial 
skills 18 47 20 53 
Have attended a seminar 
or class in the last 
six months to update 
secretarial skills 15 39 22 58 1 3 
Company allows time off 
with pay for secre-
taries to attend 
workshops and seminars 26 68 11 29 1 3 
Outside seminar costs 
paid by company 31 82 7 18 0 0 
Company reimburses 
secretaries for 
tuition costs at 
local colleges 
if course is 
completed 
satisfactorily 29 76 6 16 3 8 
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CHAPTER V 
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS 
This chapter contains the following four sections: 
summary of the findings, recommendations, conclusions of the 
study, and recommendations for further research. 
Summary of the Findings 
The purpose of the study was to determine the training 
needs of secretarial staffs in medium-sized companies in 
Tulsa, Oklahoma. To accomplish this, the following research 
questions were addressed: 
1. ~hat are the most important tasks that secretaries 
perform? 
2. What secretarial skills are needed to perform 
those tasks? 
3. In what subject areas do secretaries receive 
additional training after they are hired? 
4. How is this additional training provided? 
5. What secretarial skills need to be improved? 
A review of the literature indicated that ability to 
type accurately, to use good grammar, spelling and 
punctuation, and to get along well with others were some of 
the most important abilities for a secretary to possess. 
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These same skills were emphasized by the panel of experts 
and secretaries in the study. 
Secretaries from companies representing many lines of 
work participated in the study. These secretaries were 
contacted by telephone during a two-week period. Questions 
regarding the frequency of performance of various secre-
tarial tasks were asked, along with items on typing and 
shorthand speed requirements, and questions relating to 
training. 
The research showed that the secretary had a high-
pressure job requiring an ability to perform a wide variety 
of tasks. The average minimum typing speed required for 
most positions was in the 60-69 NWPM range. The average 
minimum shorthand speed requirement was in the 80-89 word 
per minute range. It was found that most companies in the 
target group paid for outside seminar costs and allowed time 
off with pay for secretaries to attend seminars. Tuition 
costs at local colleges were generally paid for by the 
company if the course was job related. Secretaries believed 
they could benefit most from additional training in the 
areas of ne·v; equipment operation, communications skills, and 
stress and time management. The data was analyzed using 
percentages and frequency counts. 
Conclusions of the Study 
Conclusions reached from the findings include the 
follO'V>Jing: 
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1. The secretary has a high-pressure job requiring an 
ability to perform a wide variety of tasks. Thirty-eight 
different tasks were listed on the telephone survey. Sixty-
eight percent of the secretaries reported working under 
pressure very often and 29 percent worked under stress 
frequently. 
2. Most companies in the target group paid for 
outside seminar costs and allowed time off with pay for 
secretaries to attend seminars. Tuition costs at local 
colleges were generally paid for if the course was job 
related. 
3. Most secretaries believed they could benefit from 
additional training in the areas of new equipment operation,· 
communication skills, and stress and time management. 
Secretaries are receiving some training on new equipment but 
felt they would benefit from more formal training rather 
than self-instruction or training by their supervisor. 
Communication skills including both oral and written is 
needed. Grammar, spelling and punctuation were mentioned 
repeatedly as areas to emphasize. ~any secretaries also 
felt they could benefit from training on how to manage their 
time more effectively. It was also mentioned that the 
secretary and boss should work together on this. 
Recommendations 
Based on the findings of the study the following 
recommendations are made: 
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1. Management should encourage more participation by 
secretaries in seminars and courses to update their 
secretarial skills. 
2. Supervisors should utilize the secretary's 
shorthand skill more frequently. 
3. Supervisors should delegate more challenging tasks 
to the secretary. 
4. More training or additional experience should be 
given to secretaries in the areas of new equipment 
operation, communication skills, and stress and time 
management. 
Recommendations for Further Research 
~ore research should be conducted in the following 
areas: 
1. A study should be conducted to determine how 
frequently shorthand skill is required. 
2. A follow-up study using the same subjects could be 
done several years from now to determine whether these 
secretaries are still in the profession and to see whether 
they have increased their level of responsibility in the job 
tasks being performed because of additional training they 
have received. 
3. Information should be obtained in the future to 
determine the effect of automated equipment on the role of 
the secretary. 
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4. Research should be conducted to determine the 
criteria used for hiring and selecting secretaries in the 
Tulsa area. 
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SELECTED COMPANIES 
631 - 930 Employees 
Bank of Oklahoma 
Blue Cross & Blue Shield 
Citgo Petroleum Corp. 
Dowell-Schlumberger 
First National Bank & Trust Co. 
Ken's Restaurant Systems 
Mapco, Inc. 
Newspaper Printing Corp. 
Telex Computer Products, Inc. 
Tulsa Junior College 
University of Tulsa 
Williams Brothers Engineering 
John Zink Company 
501 - 630 Employees 
Agrico Chemical Co. 
A~erada Hess Corp. 
Burlington-Northern Railway 
City of Faith Hospital & Research Center 
Crane Carrier Company 
Hilti, Inc. 
Lowrance Electronics, Inc. 
Nelson Electric 
Shell Oil Company 
T. D. Williamson, Inc. 
400 - 500 
Albert Equipment Company, Inc. 
C. R. Anthony 
Arrow Trucking Co., Inc. 
Byron Jackson, Pump Div. of Borg-Warner 
Dresser Engineering Company 
51 
Family Markets, Inc. 
Frougs 
Hinderliter Industries, Inc. 
Otasco, Inc. 
Quicktrip Corporation 
Renberg's 
Santa Fe Minerals 
T G & Y Stores 
Williams Companies, The 
Yuba Heat Transfer Corp. 
Zebco Div. Brunswick Corp. 
Source: Metropolitan Tulsa Chamber of Commerce 1985 
Business Guide 
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PANEL OF EXPERTS 
INTERVIEW SCHEDULE 
1. What are the most important skills a secretary can 
possess? 
2. What speeds are necessary for secretaries? 
typing 
shorthand 
3. What are some of the most common subject areas for 
training seminars for secretaries? 
4. Are these training seminars taught primarily by 
self-instruction 
other employc=es 
outside consultants on site 
experts at other locations 
regional training centers 
area schools 
professional organizations 
other 
5. What skills do you feel many secrc=taries could use 
additional training on after they are hired by a 
company? 
54 
6. Which of the groups above in #4 could best provide this 
training? 
7. Does the management of most companies feel it is 
important for secretaries to update their skills and do 
they encourage their secretaries to attend seminars? 
APPENDIX C 
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Name Phone No. 
----------------------
-----------
Company ________________________ __ Department 
Position 
------------------------
QUESTIONNAIRE FOR SECRETARIES 
1. Please place a check in the appropriate column for the 
frequency with which you perform the indicated task on 
your present job. 
Typing letters, memos and reports 
Transcribing dictation from 
cassette tapes or belts 
Taking dictation 
Taking minutes of meetings 
Filing and finding materials 
Conducting meetings 
v-; r i t in g 1 e t t e r s 
\'lr it i ng memos 
Making oral reports 
Handling mail 
Handling telephone calls 
Supervising other employees 
Handling visitors 
Handling salespeople 
Setting work priorities 
Making appointments for boss 
Scheduling conferences and meetings 
J.4 • 0 
t> '0 
... .-4 
t> $ 
c: 1111 
:J 
.-4 :J s:: • • c: +> +> 
0 c: '-4 
..... t> 0 
• :::1 • 0' 
,.... 
0 Q) J.4 
() J.4 ., 
0 '-4 ... 
Making room and equipment arrange-
ments for meetings 
Running copy and duplicating machines 
Handling travel arrangements 
Making out expense reports 
Keeping bank account records 
Keeping other account records 
Using references 
Making decisions concerning the 
purchase of supplies 
Making decisions concerning the 
purchase of equipment 
Solving problems 
Running errands 
Organizing time 
Being able to work under pressure 
Using good grammar, punctuation, 
and spelling 
Proofreading 
Editing 
Listening to instructions 
Computing using a calculator 
Filling out forms 
Operating word processors 
Handling angry customers 
Other 
------------------------
I 
I 
::t 57 ~ ::t 1'1 • ., Q ~ ~ 0 \.4 ~ o.-4 8 0 ~ 
= 
., 
'0 C1' t: ~ M u GJ 
., ., 0 ~ ., 
... • 0 \.4 ~ 
2. a. 
b. 
3. a • 
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What do you feel should be the minimum typing 
speed required for your position? 
40 - 49 net words per minute 
50 
-
59 net words per minute 
60 
- 69 net words per minute 
70 
-
79 net words per minute 
80 net words per minute and above 
Speeds must be maintained for 
NA 
10 minutes 
5 minutes 
3 minutes 
other 
What minimum shorthand speed should be required for 
your position? 
below 70 vTords per minute 
70 
-
79 \vords per minute 
80 
-
89 words per minute 
90 
-
99 words per minute 
100 
-
109 words per minute 
110 and above 
b. Dictation speeds must be maintained for 
NA 
5 minutes 
3 minutes 
1 minute 
other 
59 
4. Are secretaries in your company encouraged to attend 
seminars or classes to update their secretarial skills? 
yes no 
5. Have you attended a seminar or class in the last six 
months to update your secretarial skills? 
yes no 
Subject of seminar or class 
6. Does your company allow time off with pay for 
secretaries to attend workshops and seminars? 
yes no unaware of company policy 
7. Are outside seminar costs paid by your company? 
yes no unaware of company policy 
8. Does your company reimburse you for tuition costs at 
local colleges if you complete a course satisfactorily? 
yes no unaware of company policy 
9. In what subject or skill areas could you or other 
secretaries in your company benefit from additional 
experience or training? 
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